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ABSTRACT 

In 1992-93 a client satisfaction plan for teachers 
was developed and implemented in the Virginia Beach (Virginia) public 
school system. This report describes the processes of design and 
implementation as well as preliminary findings from the field test of 
a survey soliciting parent perceptions of teacher performance. 
Although students were recognized as the clients of teachers, parent 
were the target client group in this study. Forty-six percent of the 
district's teachers volunteered to participate, and 40,128 forms of a 
survey developed for the study were sent to parents of their 
students. The overall return rate was slightly over 507». These were 
compiled for each participating teacher. Results were positive, with 
parent comments about teachers generally favorable. Parents supported 
the idea of client satisfaction and generally appreciated the 
teachers' efforts. Results were used to refine the survey for later 
use. Five tables present survey findings. (SLD) 
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Executive Summary: A Report on the Virginia 
Beach Client Satisfaction Plan for Teachers 
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During 1992-93 a client satisfaction plan for teachers was developed 
and implemented in the Virginia Beach, Virginia, public school system. This 
report contains a description of the process involved in the design and 
implementation of the project as well as preliminary findings from the field 
test of a survey soliciting parent perceptions of teacher performance. The 
primary goal of the client satisfaction project is to improve the educational 
experiences of children in the Virginia Beach schools. 

Rationale 

Traditionally, most of the interactions between classroom teachers and 
parents occur as a result of some problem that happens at school. While 
many Virginia Beach teachers may occasionally make an effort to inform 
parents about classroom accomplishments or about specific improvement 
efforts, more often it is low achievement or discipline matters that generates 
the need to communicate, particularly in the middle schools and high schools. 
It is especially rare for a parent to initiate communication to praise the 
teacher. 

The purpose of the client satisfaction project is to offset this trend. 
Specifically, as parents recognize that their input into the education process 
is desired and valued, it is expected that they will become more involved in 
the schooling of their child. This increased involvement is intended to lead to 
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a better understanding (on their part) of the complexities of teaching. 
Additionally, it is anticipated that as teachers gain increased awareness of 
the parents' willingness to constructively participate in the learning success 
of their child, they will become more sensitive to parents' perceptions of the 
classroom environment, thus further enhancing the cooperation efforts of 
teachers and parents. 

Development 

The client satisfaction project began with the determination of the 
client of the classroom teacher. Clearly teachers have many clients, 
including students, parents, principals, other teachers, and employers. Few 
would disagree that the student is the primary recipient in the teaching- 
learning process, however, in this project the Virginia Beach superintendent 
of schools targeted parents as the client for several reasons. Most 
importantly, they are the decision makers concerning their child's schooling. 
They choose the school district, they choose the school zone within the 
district, and they pay the bills. Furthermore, research confirms the 
importance of the parents' role in the child's academic success. 

Dining July of 1992 the superintendent appointed a task force of 
teachers to develop the client satisfaction plan. The intent of the project was 
not so much for parents to evaluate teaching performance or to do 
performance appraisals on their child's teacher, but simply to let the teacher 
know their satisfaction level with overall classroom effectiveness. Much 
discussion among the teachers centered on the issue of knowledge versus 
perception . There was general agreement that while most parents may have 
very little direct knowledge about what happens in their child's classroom, 
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they do have opinions and they have perceptions about what goes on. A 
decision was made to solicit parent perceptions. 

The task force first developed a list of what they considered to be the 
important elements of teaching. A list of 75 specific items that were cast in 
the format of Strongly Agree (SA), AgreeC A), Disagree (D), Strongly Disagree 
(SD), and No Answer were developed. The directions instructed respondents 
to mark No Answer if for any reason they did not feel they could provide a 
response for an item. 

Next the identified items were presented to a sample of parents who 
were asked to respond to each in terms of a teacher currently teaching their 
child. They also rated each item on their view of its importance in the 
educational experience of the child. Parents of students from all grade levels 
were included in the sample. 

The results were returned to the teacher task force who used the 
parent information to alter, delete, or add items. This process resulted in a 
list of 56 items that were placed on two survey forms ( Parent Perception 
Survey©, Form A and Form B) for field testing during the 1992-93 school 
year. The items dealt with the classroom environment, discipline, homework, 
grading, instruction, and communication. A sample of these items appears in 
Table 1. Both forms included write-in areas for the parents to make 
comments about the teacher and about the project in general. 
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